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Incident Request Information

° I m p d Ct Summary* ‘Nocds VPN Activated é Status* IASS’and qz(Reason | j
P g Notes ‘Uscr has vpn account and needs i é Impact* I 3-Moderate/Limited - l fw- I Low - I
U r e n Cy Escalated? Urgency* | 4-Low v l eight* j

Work Info  Tasks Assignment Vendor Relationships Resolution SLM Financials Date/System Suppo

I Customer  Contact | i€

Incident Service Type Operational Categorization g
Company*+ [Fc.rm.llab j Tier 1+ [ v
.
Service Type* l User Service Restoration = ‘ Tier 2 ‘ - I
—
Tier 3 ‘ R .
® P ro d u Ct Reporting Information Product Categorization Clear
. . Reported Source l v ] Tier 1 [Classic IT Services v
Cate goriza tion Reported Date+ (91212008 9:09:29 AM = - [Service Desk /
Service Desk Services
*Notes Tr | .
Product Name+ [ j
*Summary ModelNerson | B
Manufacturer [
Clear
Save ‘ Print ‘ Close l

(16.2.2, 16.2.3) Know some of the background, at least enough to describe the
Problem. Can be from Notes and Summary fields plus any additional
information from emails, documents, etc. Also contact department heads or
group leaders of anyone you need as technical expert or for Root Cause
Analysis if needed.



g -—‘

*New Problem

-]

v General Functions

New Problem
Search Problem
New Solution
Search Solution
New Known Ermor
Search Known Error
My Profile
Application Preferences
Reminders

Reports

Manage Cls

Process Overview

My Console

Search Criteria

Type ALL j
Date; AnyTime j Role

Search Set to Defaults

Select Status Values
Problem Manager j

Broadcast

0 entries returned - 0 entries matched

Preferences v

Abstract

Site

Test Submission

O

Assigned Work

28 entries returned - 28 entries matched Preferences v Refresh
D Summary Request Type Priority Status Status Reason | Assignee

[ Test S Solution Inactive Gerald M Guglielmo
SDB0000000000E3  Mac OSX Office 2008 update failing Solution Active Gerald M Guglielmo
SDB000000000073  TEST: 2nd ticket created to look at fields : Solution Active Gerald M Guglielmo
Pl 001 Test St Known Error Medium Cancelled -
PKEO000CC000003  Test Submission Known Error High Cancelled Ken T Fidler
PKEOD0000000005 _ Intermittent failures of backups of rman fil Known Error Medium Scheduled For Correct Ramon C. Pasetes | ¥
Details | Work Info  Tasks I Flashboards

Select F Total Open Problems =
Reproducible ~ | Notes =
Total Open Problems

Vendor
Company Fermilab

View Create Close Quick Actions

(16.2.2) Creating a new problem

’7 ;‘ Execute




Creati 2

Problem ID*+  |PBI000000000054

Process Flow Status

., Identfication and Review Investigation and Resolution and Closed
% Classification Diagnosis Recovery
v
i Normal
Primary Information
Summary* |Nceds VPN Activated tus* | Draft - ] Status Reason j
Notes User has vpn account and needs it = Impact* [ = ‘ Priority* I:l
activated (=]
— S E—

*Not
O es Requester | Classification Work Info  Tasks Assignment Vendor Relationships Dalc/'Syslem|

Requester Problem Location Information
® S u m m a ry Requester Company* ‘Fcrmﬂab ,_J

Company*+ ‘Fcrmn\ah j
First Name*+ ‘Gcrald —Q Region ‘ j
Middle Name ‘M Site Group [ ;‘
Last Name*+ ‘Gug‘.ic mo Sie+ ‘FL j
Phone Number+ [1630840-8455 Adidress =

Batavia, lllinois
Support Organization*® ‘Computing Division f_,‘ United States
Support Group Name* ‘CD-ProblcmManagcrs j
Clear

Clear

Save Print Close

(16.2.2) Requester Company, Requester Organization, Requester Group Name
should all be entered from the pull down menus



Creati

*Work Info Type
*Source

*Add (if attachments)

Problem ID*+

Process Flow Status

[Paloooooooooo.m

,  ldentificaton and Review Investigation and Resolution and Clesed
% Classification J Diagnosis Recovery

e Normal "
Primary Information

Summary* [Nccds VPN Activated E Status* | Draft 7| Status Reason j

Notes User has vpn account and needs it 5 Impact* I t| Priority*

activated -

— B

Requester Classification | Work Info | Tasks Assignment Vendor Rcﬁnships Datcl‘Sysleml

Add Work Info

[ Work Info History

Work nfoType l Working Log 5] Table has Not been Loaded Preferences v Refresh
oate \ / A
Crie [Emai :j

Summary ‘VPN account not activated on creation 7 E‘_I

Details ‘Accoum created but it did not automatically get activa(eﬂé

o

External =

View | Report

Save Print Close

(16.2.2) Entering background and preliminary investigation information. Work
Info Type and Source from the pull down menus. For Source, Email or other
appropriate selection depending on how background information was

collected.




Creati

Add Attachment

*Browse (ﬁrSt .‘_';:‘ https://ar-mtdev.fnal.gov/arsys/resources/html g }
attachment) '
Attachment 1 /Users/gug/Documents/IMGrabl.tiff fMB/
Attachment 2 ( Browse... ™
Attachment 3 ( W/
*Browse (third
attachment if e
needed)
OK | Cancel |
Done ar-mtdev.fnal.gov @@ 4

(16.2.2) Browse to the files to attach. Note that up to 3 files can be attached
per Work Info update. To add more attachments, separate the files into
additional Work Info updates.



Creati

File Upload
.Select (ﬁle to («]» ] [e2]=]m) '_ (2] Documents = ] Q
DEVICES [ 65741.pdf M
attaCh) B cd-110452 | [¥ 65743.pdf
4 cd-110452... [ 69394.pdf
¥ ANSI-ASQ-Z1-13.pdf
SHARED ") ARG-10-AR7-test.csv
@ Al [¥] DCachexferTime
PLACES -= Electronicl...gtWBS.xlsx
[ Desktop 7 FootprintsTimeline
3 gug [% FootprintsTimeline Name IMGrabl
#\ Applications <= FTL Divisio...list-2.xIsx Size 124 KB
[‘j] Documents L.l goalpost Kind TIFF image
-~ IMAPRests.xIsx Created Today at 2:56
MEDIA [ IMGrab1 oM
JJ Music * Integrated ...0 B17.doc Modified Today at 2:56
IE8l Photos — ITIL Revie...nswers.docx 4 | . ‘T'rday at 2:56
& Movies (1 JoEMSOC PM )
180 vie I iancinne 822 v 442 I
"1 Hide extension ~ Cancel /m{\_

(16.2.2) Browse the filesystem for the file to attach. This view will vary based on
operating system (OSX shown).



Creati

*Browse (third
attachment if
needed)

*OK (to attach
the selected
files to Work
Info entry)

Add Attachment

N\

Wl | https://ar-mtdev.fnal.gov/arsys/resources/html i

Attachment 1 /Users/gug/Documents/IMGrabl.tiff fBrowse...\/
Attachment 2 ( Browsc—...‘\
Attachment 3 ( Browsz.\
Status

OK‘( Cancel |
Done ar-mtdev.fnal.gov @@ 4

(16.2.2) Select up to two more files to attach and then click OK to add them to
the Work Info entry in progress. Note that no files are actually added to the
Problem record until the Save button on the Main area is clicked.
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*Request Type
(Incident)

Problem ID*+ |PBI000000000054

Process Flow Status

Closed

Z| Status Reason j

. ldentification and Review Investigation and Resoluticn and
6 Classification Diagnosis Recovery
v
- i Nermal
Primary Information
Summary* iNccds VPN Activated =| Status* I Draft
Notes User has vpn account and needs it = Impact* |
activated
Urgency* |

e

Requester Classification Work Info  Tasks ~ Assignment Vendor | Relationships Dalc:‘Sysleml

Relationships

Show Related j

0 entries returned - 0 entries matched

_Proferences - | _Rofresh |

/£
Request Type
View Remove Incident Seaiwn Create

Quick Action

[— ;‘ Execute

Save Print Close

(16.2.3) Associating Incident tickets with the Problem ticket. On the
Relationships tab select Incident for Request Type from the pull down. Click on
the Search button to open the Search window.




Creati

°Incident ID or
Summary or
Notes

*Relationship
Type
(Investigates)
*Relate

Incident Relationship Search
Search Criteria

Search | Categorization ~Assignment Date Range Mocalion Contact and Customer |

Basic Search

Incident ID+ W[ Impact :\ Service Type I:I
Orig/Dup Status M

[ ok St |

Advanced Search

[

Advanced Search =

Search Clear All | Note: The fields displayed in blue are not used within the Search Criteria. These fields are used to identify their respective ID values.

Incidents
Showing 1-10of 1 Preferences v
 IncidentiD | Status  JC- | StatusReason | Company | Proriy [l
INCO00000009614  Needs VPN Activated Assigned Fermilab Low
The Current Request R ip Type K The Selected Incident K

View | [PBI0CCC00000054 Investigates j [INC000000009614 Relate
Close

(16.2.3) Enter search criteria in either the Incident ID field (need full Incident ID
string) or a string in the Summary or Notes fields. Click on Search to retrieve
matches. Click on displayed Incident from list to select, or Shift Click a second
time to select a range of Incidents to associate. Set Relationship Type to
Investigates from pull down and then click Relate to relate the Incident(s).




Creati

*Impact
*Urgency

*Product
Categorization
(Tier-1, Tier-2 &
Tier-3)

*Save

Problem ID*+ ‘PBIOOOOOOOOOOM

Process Flow Status

, ldentification and Review Investigation and Resoclution and Closed
e Classification J Diagnosis Recovery
v
- lier Nermal
Primary Information
Summary* ‘Necds VPN Activated E Status* l Draft - ] s Reason j
Notes User has vpn account and needs it = Impact* ‘ 3-Moderate/Limited Pglority* Low
activated = =
Requester | Classification | Work Info Tasks Assignment Vendor Relationships —Date/System ‘
Problem Investigation Details Operational Categorization
Investigation Driver* l High Impact Incident T\ Tier 1+ [
Investigation Justification [ = Tier 2 ‘
Target Resolution Date [ E Tier 3 [
Workaround =
Product Categorization
Tier 1 ‘Classic IT Services
Tier 2 Service Desk
Root Cause [ j ‘
. Tier 3 [Sorv:ce Desk Services
Reproducible l - ]
Product Name+ ‘
Model/Version [
Manufacturer ‘

V4

(16.3.1, 16.3.2) On the Main Area add Impact and Urgency from pull down
menus based on the Incident, use judgment if multiple Incidents with different
settings. On Classification tab fill in the Organizational (if set in the Incident)
and the Product Categorizations. Tier-1, Tier-2 and Tier-3 as necessary from the
pull down menus. Click Save to place Problem in Draft status.



reat

*Next Stage — Review
from Flow bar menu

Problem ID*+ [Psloooooooooos«t

Process Flow Status
Identification and f\  Review Investigation and Resolution and Closed
Classification \ Diagnosis Recovery
v
L L, Normal

Primary Information
Summary* [Necds VPN Activated = ‘ Status* Under Review q Status Reason - ‘

Notes User has vpn account and needs it é Impact* 3-Moderate/Limited = ‘ Priority* Low -
activated =1

Requester ~Classification Work Info  Tasks | Assignment | Vendor Relationships Financials Datchystcml

Problem Manager Assignment Problem Assignment

Support Company* [Fermilab j Support Company ‘Fcrmxlab ﬂ
Support Organization™ [Cumputing Division j Surport Organization ‘Compu(ing Division ﬂ
Assigned Group* |cD-ProblemManagers _'J‘ Assigned Group+ [Semcc Desk j
Assignee [Gera\d M Guglielmo - ‘ Assignee+ [Da\nd E Schuman = J

Set Assignment using v | Set | Clear ‘ Set Assignment using v | Set Clear ‘

Assign To Vendor* ) Yes 8 No

Save Print Close

Placing Problem in Under Review status. Since all required information for this

status has previously been entered, using the Next Stage from the flow bar
menu and the Review from the sub-menu to advance the Problem record. Next

under the Assignment tab set the Problem Manager Assignee to yourself from
pull down menu and click Save.




reat 11

Problem ID*+ ‘PBI000000000054

Process Flow Status
*Pro b | em ASsSi gnme nt \denificaion and © Review e o Rasoksion and T

Classification Diagnosis Recovery
L Lo, Normal

PrOblem ASSigned Primary Information
Summary*  |Needs VPN Activated E Status* l Under Review - l o — ’7 j
Group

User has vpn account and needs it E Impact* l 3-Moderate/Limited = l Priority* Low

v
activated

*Problem Assignment

Requester Classification Work Info  Tasks | Assignment | Vendor Relationships Financials DaleJ‘Syslem|

Problem Manager Assignment

Problem Assignee SuortCompany. e pesnen

j Support Company [Fcrmu\ab (
Support Organization* [Computing Division + | support Organization [Computing Division
Assigned Group* |CD~Pr0bIemManagers j Assigned Group+ [Serv‘cc Desk

ME\\ o

Assignee [Gemla M Guglielmo j Assignee+ [Dawn E Schuman
° N eXt Sta ge - Set Assignment using v | Set | Clear ‘ Set Assignment using v | Set | Clear

Investigation from Flow || ssesovesor s @ o
bar menu

Save Print Close

(16.4.1, 16.4.2) Investigate Problem. Problem Assignment Group and Assignee
from pull down menus. Click Save. Advance to next stage, Under Investigation
by using the Flow bar Next Stage menu and Investigation sub-menu item. The
Problem in now Under Investigation.



Investigating a Problem 1

Problem ID*+ [Pamooooooooom

.WO r k | n fo Ty p e Process Flow Status

{i Identiication an Review Investigation and Resolution and Clesed
Classification Diagnosis Recovery
*Source o
Primary Information
Summary* [Nccds VPN Activated 5 Status* [ Dratt - \ Status Reason ﬁ
Notes User has vpn account and needs it g Impact* ‘ t‘ Priority* -
activated ‘ ‘ 7 J

Requester Classification | Work Info | Tasks Assignment Vendor Rc}onsmps Dale:‘Systeml

*Add (if attachments) A or i /ooy

ORIV ‘ Working Log ﬁ ‘ Table has Not been Loaded Preferences v ‘ Refresh ‘

Date VA1 v [Semmey [ Filed SubmitDas |
Source ‘ Email j (

Summary [VPN account not activated on creation =.j

Details ‘Accoum created but it did not automatically get activate é

\ttach Label

122 KB Attachment 1
Attachment 2

..........

IMGrab1.tiff

View Report

Save Print Close

(16.4.1, 16.4.2) Information gathered as part of the Problem Investigation and
Diagnosis should be added to the Problem Record through the Work Info tab.
Entering this information follows the same process as entering the preliminary
and background information did when the problem record was being created.
Work Info Type and Source should be selected from pull down menus.




Investigating a Problem 2

Add Attachment

;i:g’:}i;::;)st 'ﬁftArhttps.;’,far—mtdev.fnal.gov,z‘arsys,fresoarces;‘html w, }
Attachment 1 /Users/gug/Documents/IMGrabl.tiff W/
Attachment 2 ( Browse...)
Attachment 3 ( W/

*Browse (third

attachment if e

needed)

OK ] Cancel |

Done ar-mtdev.fnal.gov @@ 4

(16.4.1, 16.4.2) Browse to the files to attach. Note that up to 3 files can be
attached per Work Info update. To add more attachments, separate the files
into additional Work Info updates.

15



Inve

*Select (file to

attach)

File Upload
(«]»]) (22]=|m) | (il Documents H Qse

DEVICES [¥ 6574 1.pdf M
I cd-110452 | [¥] 65743.pdf
4 cd-110452... [ 69394.pdf

¥ ANSI-ASQ-Z1-13.pdf
SHARED ") ARG-10-AR7-test.csv
@ Al [¥] DCachexferTime
PLACES -= Electronicl...gtWBS.xlsx
[ Desktop 7 FootprintsTimeline
3 gug [_; FootprintsTimeline Name IMGrabl
/A Applications | == FTL Divisio...list-2.xIsx Size 124 KB
! Documents [ goalpost Kind TIFF image

-~ IMAPRests.xIsx Created Today at 2:56
MEDIA [ IMGrab1 oM
JJ Music * Integrated ...0 B17.doc Modified :";day at 2:56
é :::::Ss = ITIL Revie...nswers.docx &, . Today at 2:56

(1 JoEMSOC M

™18 vie I iancinne 822 v 442 I

"1 Hide extension

_ Cancel Open' \

(16.4.1, 16.4.2) Browse the filesystem for the file to attach. This view will vary
based on operating system (OSX shown).




Investigating a Problem 4

*Browse (third
attachment if
needed)

*OK (to attach
the selected
files to Work
Info entry)

Add Attachment

N\

Wl | https://ar-mtdev.fnal.gov/arsys/resources/html i

Attachment 1 /Users/gug/Documents/IMGrabl.tiff fBrowse...\/
Attachment 2 ( Browsc—...‘\
Attachment 3 ( Browsz.\
Status

OK‘( Cancel |
Done ar-mtdev.fnal.gov @@ 4

(16.4.1, 16.4.2) Select up to two more files to attach and then click OK to add
them to the Work Info entry in progress. Note that no files are actually added
to the Problem record until the Save button on the Main area is clicked.



Problem ID*+
Process Flow Status

|Pa|oooooooo0054

Identification and A Review
Classification il

Primary Information

L_‘ Normal j

Summary* Needs VPN Activated
Notes User has vpn account and needs it
activated

Investigation and Resclution and Closed
Diagnosis Recovery
= Status* l Under Review v ‘ Status Reason
=| Impact* [ 3-Moderate/Limited - ‘ Priority*
Urgency* l 4-Low = ‘ Weight*

Requester Cxassnﬁcaﬂon‘wafk Info | Tasks Assignment Vendor Relationships —Financials Daw:‘System‘

-]
_Low v

|
=]

Add Work Info
Work Info Type I Investigation Findings T|
Date I
Source l Other Tl
Summary IAna ysis report =
Details |Findings from the analysis of the log files and otherinfc =
File Nam Fil ttach
Attachment 1
Attachment 2
Add | |

-

View Access External =

Work Info History

1 entries returned - 1 entries matched

Summary
Working Log

VPN account not activated on crez 1

_Preferences v | Refresh |

Submit Date
11/12/2009 3:18

View Report

sa | Print | Close

(16.4.1, 16.4.2) Click the Save button on the Main area to add the Work Info

entry.

18



reate Known Error Record 1

*Request Type
(Known Error)

Problem ID*+
Process Flow Status

[Palooooooooooa

Identification and f\  Review Investigation and Resclution and Closed
Classification “ Diagnosis Recovery
-
’L_ Normal
Primary Information
Summary* Needs VPN Activated = Status* ‘ Under Review = ] Status Reason
Notes User has vpn accountand needs it = = Impact* l 3-Moderate/Limited = ] Priority*
activated
Urgency* ltt-Low + | Weight*

Requester Classification Work Info  Tasks = Assignment Vendor | Relationships | Financials Daw:‘System‘

Low

N -

-

v
(=]
(=]

Relationships Show Related

-]

1 entries returned - 1 entries matched

Preferences v Refresh

Investigates Incident INCO00000009614: Needs VPN Activated Assigned

Request Type [ -
View Remove Known Error j Search Create

Quick Action

j Execute

Save Print Close

(16.5.1, 16.5.2, 16.5.3, 16.5.4) Need to identify Known Error and if it does not
match an existing Known Error then create one. On the Relationship tab set
Request Type to Known Error from pull down menu. Click Create to generate

Known Error Record.




reate Known Error Record 2

Known Error ID*+ [PKEooooooooomz

Primary Information

® N Ote S ( S h O rt e r ro r Summary* Needs VPN Activated é Status* l Assigned v l Impact* l 3-Moderate/Limited

H . tatus Reason [— v ency* 4-Low
description) er =

View Access* l Internal - ] Priority* [ Low

Classification | Work Info  Assignment Vendor Tasks Relationships ~Resolution DateiSystem|

Known Error Details Operational Categorization
Company+ Fermilab Tier 1+ | v
Notes* Creation of an account does not automatically activate, =| Tier2 I j
account unless the Activate box is checked.
Tier 3 | v

Clear

Product Categorization

Tier 1 |C|assic IT Services j
Tier 2 IServn:c Desk j
. Tier 3 |Serwcc Desk Services j
Category ¥ Bug [ Enhancement
- - Product Name+ I j
Model/Version | j
Manufacturer I
Clear
Save | Print ‘ Close ‘

(16.5.1, 16.5.2, 16.5.3, 16.5.4) On Known Error Classification tab describe the
error in the notes field (note 128 character limit).



reate Known Error Record 3

Known Error ID*+ [Precoccocoocot2

Primary Information

*Work d
orkKkaroun Summary* Needs VPN Activated =| status* [Ass»gned T| Impact* l3—Mooeratc“Limitcd f|

(describe workaround) worhmr [ = -

Classification Work Info  Assignment Vendor Tasks Relationships Rcyion Date/System

Temporary Workaround Permanent Corrective Action
Workaround Make sure Activate box is checked when creating é Resolution Update configuration of application é
° S a Ve accounts to by default check Activate box.

Root Cause Corrective Model/Version [ L,

*The root cause is driven by the Product Categorization from the

Known Error Classification tab. Patch Last Build ID [ j

Root Cause [Con’ngration Error = j Pre-Release Date [ EJ
General Availability Date [ g

Save Print Close

(16.5.1, 16.5.2, 16.5.3, 16.5.4) On Known Error Resolution tab describe the
workaround and select the best high level match for the Root Cause from the
pull down menu. On the Known Error Main area click Save.



reate Known Error Record 4

Known Error ID*+  [PKEooooooo00012

Primary Information

® Re q U est Ty p e Summary* Needs VPN Activated 5 Status* [Assigned - ‘ Impact* l 3-Moderate/Limited = ‘ ‘

. Status Reason ’— j Urgency* l4—L0w v ]
( | n C I d e n t) View Access* l Internal Z| Priority* | Low j

R S T —
Classification Work Info  Assignment Vendor Tasks | Relationships | Resolution Date/System |
Relationships Show Related j
0 entries returned - 0 entries matched Preferences v Refresh
Relationship 1 Req quest Summary Start D End D

it Typ

Request Type Quick Action

View Remove ‘Inciden! j[ Seavéh Create j Execute

Save ‘ Prim| Close|

(16.5.4) Associate Incidents with Known Error. On the Relationships tab set
Request Type to Incident from pull down menu. Click Search.

22



reate Known Error Record 5

°Incident ID or
Summary or
Notes

*Relationship
Type (Resolves)
*Relate

Incident Relationship Search
Search Criteria

Search | Categorization ~Assignment Date Range and Lcytion Contact and Customer l

Basic Search /
= AU

Irgency

Summary
Status Priority

Orig/Dup Status Clear

|l

Lm

Advanced Search

Advanced Search [

Search Clear All | Note: The fields displayed in blue are not used within the Search Criteria. These fields are used to identify their respective ID values.

Incidents
Showing 1-10f 1 Preferences v
R SESLUS S——]Statie Famor Compan Priori
INCO0CC00009614 Needs VPN Activated Assigned Fermilab Low

The Current Request Relationship Type ]’[S,clcclcd Incident /

View [PKEDDOOOCOOOOW Resolved ‘MNCOODDDCOOQGM Relate
Close

(16.5.4) Enter search criteria in either the Incident ID field (need full Incident ID
string) or a string in the Summary or Notes fields. Click on Search to retrieve
matches. Click on displayed Incident from list to select, or Shift Click a second
time to select a range of Incidents to associate. Set Relationship Type to
Investigates from pull down and then click Relate to relate the Incident(s).




Problem

*Workaround
(describe workaround)

*Reproducible

Problem ID*+

Process Flow Status

[pmooooooooooa

f\  Review

"& Nermal j

Identification and

Investigation and Resoluticn and Closed
Classification i

Diagnosis Recovery

Primary Information

Summary* Needs VPN Activated é Status* [ Under Review t] Status Reason j
Notes User has ypn account and needs it é Impact* l 3-Moderate/Limited v ] Priority* Low v

activated -

Urgoncyt [ +Low -] weighe O -

Requester | Classification | Work Info  Tasks Assignment Vendor Relationships =~ Financials Datc/'System[

Problem Investigation Details Operational Categorization

v‘ Tier 1+ ‘

Investigation Driver* [ High Impact Incident

Investigation Justification

‘ =| gTier2 ‘
Target Resolution Date [ % Tier 3 [
Workaround Make sure Activate box is checked é

when creating accounts Product Categorization
1 ‘C[assm IT Services
Tier 2 ‘Scr\ncc Desk
g

w

Ll L

Clear

-]
Root Cause [Con’lgura!ion Error LJ
Reproducible l Yes = ‘ Tier 3 ‘Scrvn:e Desk Services ﬂ
‘ Product Name+ ‘ ;J
Model/Version [ j

Manufacturer ‘

Clear

Save Print Close

(16.5.1, 16.5.2, 16.5.3, 16.5.4) On Problem Resolution tab describe the
workaround, select the best high level match for the Root Cause from the pull
down menu, and set Reproducible to Yes or No using the pull down menu.



Problem

Problem ID*+
Process Flow Status

‘PBI000000000054

*Work Info Type
(Investigation Findings)

Identification and Review (™ [nvestigation and
Classification ;;' Diagnosis
G s

Primary Information

Resolution and Closed

Recovery

Summary* ‘The addition of a Perl module to AFS é Status*

‘ Under Investigation

-]

v ‘ Status Reason

eSource

The addition of the new Perl

é Impact*

Notes

l 3-Moderate/Limited

module to AFS peri v5_8 for

Solaris to /afs/.fnal.gov riw Urgency*

l }Meciug

- (=]
B S C—

Requester Classification | Work Info | Tasks Assignment Vendor Relatigfiships Financials Da\c."Syslcm‘

Add Work Info
Work Info Type l Investigation Findings = l
*Save |
Source ‘ Email é
Summary ‘ann error information ;J
Details ‘Thc problem has been identified as a known errorin a %
[FiloName ~ |FlleSize | AttachLabel |
Attachment 1
Attachment 2
! Abdmnbmenmin |
Add
Locked View Access | Externa .

Work Info History

0 entries returned - 0 entries matched

Preferences v Refresh

PP e~ Summay —— — Fies submit e

View Report

Save Print Close

(16.5.1, 16.5.2, 16.5.3, 16.5.4) Update the Work Info to include investigation
findings, root cause, and text indicating known error. Set Work Info Type to
Investigation Findings from pull down menu, and for Source chose an
appropriate value from the pull down menu. Provide subject type information
in Summary, and detailed text in the Details field. Click Save.



wn E

Known Error ID*+ PKE000000000012

Primary Information

° Sta t u S ( N O ACti o n Summary* Needs VPN Activated é Status* l Corrected

Acr ‘ 3-Moderate/Limited

Status Reason j Urgency*

Planned)

View Access* ‘ Internal

Searchable [ Yes

P ]

Classification Work Info  Assignment Vendor Tasks Relationships | Resolution | Date/System

Update configuration of application
to by default check Activate box.

Temporary Workaround Permanent Corrective Action
Workaround Make sure Activate box is checked when creating i‘ Resolution
accounts
Root Cause Corrective Model/Version
*The root cause is driven by the Product Categorization from the
Known Error Classification tab. Patch Last Build ID
Root Cause Configuration Error j Pre-Release Date

General Availability Date

[@][@][« [«

Save [ >Print Close

(16.5.6) If a workaround is to be employed instead of a solution, then the
Known Error can have Status set to No Action Planned from the pull down

menu. Click Save on the Known Error Main area.




Resolving Known Error 1

*Resolution

*Save

Known Error ID*+

Primary Information

PKEQ0C00C000012

Summary*

Classification Work Info  Assignment Vendor Tasks Relationships

Needs VPN Activated

é Status*

l Corrected

Status Reason ’— ﬂ
View Access* [ Internal - l
Searchable [ Yes

]

Resolution | Date/System

Impact* ‘ 3-Moderate/Limited = ‘
Urgency* ‘ 4-Low v ‘
Priority* [ Low - ‘

|

Temporary Workaround

Workaround
accounts

Root Cause

Known Error Classification tab.

Make sure Activate box is checked when creating

*The root cause is driven by the Product Categorization from the

Root Cause

‘Con'lg.ura!ion Error

Permanent Corrective Action

5 Resolution

Corrective Model/Version
Patch Last Build ID
j Pre-Release Date

General Availability Date

Update configuration of app\icatioué

to by default check Activate box.

[@][@][« [«

Save I Print Close

(16.6.1, 16.6.2, 16.6.3, 16.6.4) Add text describing the resolution and set the
status to Corrected. In the Resolution field describe how the Known Error was
resolved. Set the Status to Corrected from the pull down menu. Click Save.




Resolving Problem 1
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(16.6.1, 16.6.2, 16.6.3, 16.6.4) Update the Work Info to include resolution,
Major Problem or Post Implementation Review information. Set Work Info Type
to Investigation Findings from pull down menu, and for Source chose an
appropriate value from the pull down menu. Provide subject type information
in Summary, and detailed text in the Details field. Click Save.



Resolving Problem 2

Problem Investigation Resolution

Status (Known Error)

Enter information in this dialog box to move the problem investigation forward
to the Resolution and Recovery stage.
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Clear
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(16.6.1, 16.6.2, 16.6.3, 16.6.4) Problem Resolution page should be in view. On

the Required Information tab set the Status to Known Error from the pull down
menu. Click Save.




Resolving Problem 3

A Known Error entry has already been created from this =
Problem. Do you want to create another Known Error entry?

........... v

Yes ‘ No E

(16.6.1, 16.6.2, 16.6.3, 16.6.4) On the prompt page for creating an additional
Known Error click No. The Problem now has a Status of Completed. Periodically
go through and change Status to Closed from the pull down menu for Problem
records listed as Completed.
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